Abstract -For now, in front of telecommunication branch enterprises of Ukraine, there is a problem of activity improvement with the purpose of granting high-quality services and maintenance of competitive position, both on internal, and on a foreign market. To solve this problem, telecommunication companies appropriate to use the mechanisms of businessoriented process management and improvement of end-to-end business-processes. The purpose of this article is a choice of effective business-process model that will allow telecommunications companies to provide modern, high quality and cost competitive services. During research, conditions of the telecommunication branch enterprises of Ukraine were investigated and key problems of their activity were revealed. Existing business-process models have been considered and analyzed and the optimal model was chosen, according to the put criteria. By results of the analysis a conclusion was drawn, that to the enterprises for business-process modeling is expedient for using eTOM -high-level system business-oriented model aimed for providing of any technological services, including IT. As advantages from introduction eTOM at the Ukrainian enterprises were analyzed.
I. INTRODUCTION
The telecommunication industry is strategic for the economy of any country. It plays a significant role in the balanced development of global and regional economy; operates as link between the industrial sector, service industry and consumers. Telecom influences for conditions of informatisation of the country, on rates of social sphere development. Hence, development of telecommunication industry in general, and in particular the telecommunication enterprises, -is one of priority directions of any country economic-social development, including Ukraine. Let's analyze the state of the Ukrainian telecommunications industry in a global context. For this purpose it is expedient to use an information and communication technologies development index (IDI). IDI was developed to measure the development and evolution of changes level in time in the telecommunication industry taking into account a situation in developed countries as well as in countries that are developing. IDI combines 11 indicators into a single indicator that can be used as a tool for comparative analysis at the national, regional and global levels.
Having analyzed IDI dynamics for the different countries (in particular European) for last 8 years, it is possible to draw a conclusion, that in comparison with the developed countries, the telecommunication branch in Ukraine considerably lags behind and borrows the 58th place among 159 countries in the world (Table 1) . quality of services, use effective mechanisms of management, creation a competitive environment in the market. That is, in order to ensure a competitive position in the domestic and in the European telecommunication market, which is especially important with reference to proceeding of Ukraine's accession to the European Union, for Ukrainian enterprises, first of all, necessary to take care of assortment, service quality level and about support of provided services.
Proceeding from above told, at the given stage of social and economic system development in Ukraine, the issues for the improvement of the telecommunication branch enterprises activity are very actually.
For this reason before scientists and experts-practitioners there is a question of the lean operator development, just so, which is easily adaptable to changes in the modern environment and in the same time supplies to consumers a highest degree of providing service and maximal profit for investors and founders [2] , [11] .
II. THE CHOICE OF A TELECOMMUNICATION ENTERPRISES BUSINESS-PROCESS MODEL
Having analyzed a condition of business at the telecommunication enterprises of Ukraine, we can allocate such features [1] :
• High degree fragmentation of processes and systems have a negative impact on business flexibility and its ability to adapt to change that contributes to the timing of introduction of new services, increasing the cycle order -payment.
• The inefficiency and a low level of end-to-end process automation conduct to increase in operational charges that influences on profitableness.
• Due to absence of a free competition in the Ukrainian telecommunication market, the enterprises develop their business-processes less in order to fill clients' needs than their own needs. In addition many operators, reducing the charges, lead to deterioration in the quality of customer service.
• Use formal implementation of process approach to management and methodologies of businessprocesses modeling in order to obtain the ISO 9000 certificate (relative to products and services quality).
Consequently, high operational charges, long development of new services, clients' dissatisfaction, chronic and inefficient mechanisms of business dealing, -all of it makes it difficult to Ukrainian enterprises to succeed in a dynamic macroenvironment conditions and to compete on the European telecom market.
Manner that ensures the effective operation of telecom companies is such mechanism of economic activity what focused on process management, improvement of end-to-end business-processes, requires a high level of automation and decreasing operating costs and improve customer service quality. It provides a choice of referent model of activity and effective system of business-processes developing.
According to our opinion, the decision of a problem to choose a referent model of the telecommunication enterprises activities should be based on the best international practices.
Use of international standards and methodologies has several indisputable advantages:
• The use of standard blocks of business-processes reduces the building time business of model of each particular company.
• There is an opportunity of comparative analysis with processes of other enterprises.
• Decreases the risks of the dependence from the analysts, who develop a business-process model.
• The alignment of business-processes on the basis of the open international model gives a transparency of structure for all interested parties, including investors.
• Precisely formalized standard blocks of businessprocesses easier to deduce on outsourcing, bringing to a focus to primary activity of the enterprise.
During research process a number of business-process models has been considered, such as: frameworks The criteria for comparing different models of businessprocesses were selected as follows:
• Comparative analysis of different models and frameworks of business processes was conducted with usage of the hierarchy analysis method, based on the data corresponding to the description of standards.
By results of the analysis, shown in Table 2 , was drawn a conclusion, revealing that the best for use is еTOM -systematic, high-level, business-focused the model aimed at granting by the enterprise of any technological services, including IT. The eTOM business-process framework is the most widely accepted and adopted standard for business-processes in the telecommunications industry and other relevant management area. It describes and analyzes different levels of enterprise processes according to their significance and priority for the business. The eTOM also provides a neutral reference point for internal process reengineering needs, partnerships, alliances, and general working agreements with other companies. It includes vertical major process area and horizontal process area across an enterprise's internal organization. 
III. THE ETOM BUSINESS-PROCESS MODEL
The eTOM is a structural model of business-processes, which covers all aspects of activity service-providers and other enterprises of telecommunication branch [7] . The eTOM framework is a part of New Generation Operation System and Software (NGOSS) program, which is meant for support of the concept of "the effective operator" and provides creation of complete decisions which do the enterprises by more flexible and allow them to transform effectively their activity accordingly to modern conditions of economy.
The eTOM purpose consists in forming an industrywide conception that will allow maintaining a competition due to implementation of business operation principles on the basis of business-processes.
The structural model of eTOM gives opportunities for endto-end business-processes automatization because it represents activities in the form of combination element processes [4] . The eTOM model provides structural decomposition of process elements, consistently specifying their details in process of specification level increase. Accordingly to the eTOM model in its first level of specification all businessprocesses of the enterprise are divided into three vertical functional groups (Fig. 1): • Strategy, Infrastructure & Product In the given group merged business-processes associated with strategy development, building of infrastructure, development and management of products (services), as well as the creation and management of sales channels.
• Operations This group is the central part of all methodology and includes all processes associated with the maintenance and management of customer service: supporting operations, sales management, relationship management with suppliers and partners, quality assurance, billing.
• Enterprise Management This group includes the core business-processes necessary to support the activities of the enterprise: financial management, human resource, risk, etc. Also in Fig. 1 are shown seven vertical groups of end-toend processes required for customer support and business management. Within these groups, the processes of vertical map eTOM focuses on the key, customer-oriented, processes that ensure the realization of services, troubleshooting and quality assurance and billing (Fulfillment, Assurance and Billing, FAB). Processes of support of operational activity and supply of its readiness (Operation Support and Readiness, OSR) are separated from proceeding in real time FAB processes, to emphasize importance of support and automation of FAB processes that is importance of direct on-line support of clients; while OSR processes provide an operational environment in which FAB processes are realized. In the process of the Strategy, Infrastructure and Product (Strategy, Infrastructure & Product, SIP) area is a vertical group of processes and strategies for its development (Strategy & Commit) and two vertical groups of processes Lifecycle Management (Lifecycle Management) [2] , [3] . These groups are separated from the others, because in contrast to the main operational processes they do not take direct part in the work with the client.
It should be noted that in the structural model of businessprocesses identified also horizontal processes, functional groups (Fig. 1) .
The eTOM structural business-processes model has the following advantages:
1) It covers all processes of telecom companies.
2) Clearly identifies the processes of marketing, emphasizing their importance in the information business. 3) Clearly identifies the processes of enterprise management. 4) Emphasizes that the company pays the highest priority processes, the priority in terms of customers, namely the sale of services, troubleshooting and quality assurance and billing (FAB). 5) Clearly identifies the vertical and horizontal process group. 6) Allows passing to the concept of customer relationship management that will provide services to consumers and self-control, increase the efficiency of information that is tailored to the needs of customers (Customer Relationship Management, CRM). 7) Highlights the need to manage resources (applications, by means of computer processing and network resources), on top of technology and integrates functional processes of network and systems management in processes of systems and resources management (Resource Management and Operation). 8) Allows interacting with the chains of processes from external partners. 9) Provides a common vocabulary of terminology, processes, management and coordination, thereby achieving the consistency and understanding between operators.
The eTOM business-processes model implementation at the Ukrainian enterprises of telecommunication branch will enable:
• Create a common vision processes for all telecommunications companies: telecom operators, equipment vendors, application developers and integrators; • Use the industrywide conception of processes and information in order to facilitate interaction "operator -operator" "operator -customer", "operatorsupplier", which will facilitate the rapid provision of services; • Conduct a comprehensive analysis, design and optimization of business processes by identifying and eliminating duplication of processes with the same functionality; • Undertake assessment of cost performance, efficiency and other parameters;
• Manage and develop the IT infrastructure of company based on the business-process model in accordance with the needs and business objectives; • Convert business-processes as a result of mergers or takeovers; • To improve effectiveness within structure departments and project teams through a clear definition of responsibilities between the various business-processes;
• Integrate eTOM with other methodologies such as Balanced Scorecard, ITIL and others; • Repeatedly to save resources in the development of architecture business-processes, as well as minimize the risks of depending on the errors of analysts who are building the model.
A particular advantage of the eTOM framework is that the implementation of a conceptual model effectively in enterprises with different levels of process maturity (immaturity of processes, clarity of processes and the rule of processes). This is a great importance for the Ukrainian enterprises of communication, most of whom have no real process management.
Using eTOM as a business-processes model will provide structural support for such enterprises; will help distribute responsibility within the organizational structure and form chains of end-to-end business-processes.
Today in Ukraine eTOM as the structural model of business-processes use only 3 from 1187 of economic entities, included in the State register of telecommunication operators and providers on 05.10.2009 [16] .
In their activity eTOM use CJSC "Kyivstar GSM", JSC "MTS Ukraine" and OJSC "VympelCom" (Beeline Ukraine). It allows operators systematize their business-processes, make transparent process chains, decrease operational expenses and significantly improve quality and a range of offered services, what cause a significant increase of subscribers' base. To 09.2010, the share of these operators subscriber base was respectively 39.88%, 32.05% and 4.35% [15] .
Also necessary to note, that eTOM usage for telecommunication enterprises business-processes modeling, acts as an original basis of operators merge and absorption, and as well as at coming on the international stock market.
As example of it, is the merge of CJSC "Kyivstar GSM" and OJSC "VympelCom" (Beeline Ukraine). As a result of networks association, subscribers will receive higher quality services. So, up to the end 2010, the new enterprise will own 44.2 % of the Ukrainian telecommunication services market.
IV. CONCLUSIONS
Today, in front of Ukrainian telecommunication enterprises is the task of their activity efficiency improving. For this purpose it is necessary to reconsider principles of business dealing and to organize uniform structure of businessprocesses.
To select the best model of business-processes of telecom enterprises were analyzed such models as: APQC, CobIT, ITIL, eTOM, and internal developments of consulting companies. As criteria of a model choice, were offered such as: systemic, openness, subject to IT-specificities, etc.
By results of the analysis there was made a conclusion that for business-processes modeling is expedient to enterprises to use еТОМ -systemic high-level business-oriented model, aimed for providing of any technological services, including IT. The еТОМ implementation at the Ukrainian telecom enterprises has a number of advantages and will enable to render high-quality services and to improve a position of Ukraine in rating IDI among the countries in the world.
